designated number of contracts awarded and may
give second priority to minimizing administrative
lead time. The two sets of goals may only appear
to be mutually reinforcing. In actual practice, any
pressure or priority supply may put on improving
fill rate may only detract from acquisition's goal
of reducing administrative lead time. If each ele-
ment tries to force the other to divert resources to
satisfy a particular goal, organizational conflict
results.

Other factors compound the problem, While a
supply element's responsibilities normally include
customer support (measured in terms of supply
availability), it controls only a portion of the
means necessary to provide that support. Ancillary
roles, such as determining item adequacy and ac-
tually acquiring the assets, are the responsibility of
the technical and acquisition elements. Routinely,
the system may work well. However, since these
ancillary elements are neither responsible for, nor
are their goals measured in terms of, customer
support, whenever exceptions arise, the priority
which that exception receives within each func-
tional area may have more to do with internal
goals and objectives than with customer support.

Because the logistics support process requires
lateral coordination, and because conflicting ob-
jectives among support functions result in compe-

tition for resources, a complex internal com-
munication system often develops. In that system,
the isolation of functional prerogatives may play
at least as important a role as does customer sup-
port. Viewed in terms of functional goals, a
bread-and-butter status request from supply is a
disruptive annoyance to the acquisition element,
because it requires use of acquisition resources
without contributing to internal acquisition
objectives.

Under these conditions, it is perfectly possible
for each area to be attaining most of its functional
goals, while the customer still has not received ade-
quate support.

Communication barriers. Within any organiza-
tion, conflicting goals can easily lead to the forma-
tion of communication barriers between func-
tional elements. Each area may well tend to view
input in terms of its own needs, interests, and
goals. To protect and insulate each function from
the demands of others, the communication process
often becomes more formalized. Using the Con-
tracting and Production Directorate and the Sup-
ply Directorate at a typical Defense Supply Center
of the Defense Logistics Agency, Figure 1 (p. 6)
charts the communication process for a status re-
port on a requisition. The follow-up is only one of
several contracts Supply needs information on,
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